Application No. 09/716,653 
AMENDMENT TO CLAIMS: 
Claims 1-14. (Canceled) 

15. (Currently Amended) A system for diagnosing a fault, the system comprising: 

a knowledge base including a plurality of fault diagnoses and fault symptom queries, 
wherein each said fault symptom query includes potential responses and images that correspond 
to the potential responses; 

a decision tree module including a decision tree having a plurality of decision points each 
corresponding to one of the fault symptom queries and a plurality of resolution points each 
corresponding to one of the fault diagnoses, wherein each said potential response in the decision 
tree indicates one of the decision points or one of the resolution points and one of said decision 
points is identified as a starting decision point; and 

a user interface module in communication with said decision tree module, said 
knowledge base and a user access device, said user interface module mcluding instructions to 
implement a method comprising: 

designating the starting decision point as the next decision point; 

transmitting the fault symptom query corresponding to the next decision point and 
an option to view all of the resoluti on points to the user access device; 

receiving a reply to the queryir&te-r eply includin g o ne of the potential respons es 
ef-a-fe quest to view all o f the res o lu t i on poi nts in. the dec is i o n tr ee ; 

determining if the reply includes one of the potential responses or if the reply 

includes a request to view all of the decision points; 

in response to detennining thatt e the reply includesiag one of the potential 
responses: 

continuing said transmitting^-t he f ault s ympt o m query and receivin g, and 
determining a reply until said one of the potential responses indicates one of the resolution points 
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or until it is determined that the reply includes a request to view all of the decision points , 
wherein if said one of the potential responses indicates one of the decision points then said one 
of the decision points is designated as the next decision point; and 

transmitting the fault diagnosis corresponding to said one of the resolution 
points to the user access device; and 

in response to determining that the reply includesing a request to view all of the 
resolution points: 

transmitting diagnostic images associated with each of the resolution 
points in the decision tree to the user access device, thereby allowing a user to diagnose a fault 
without having to respond to queries for traversing the decision tree. 

16. (Previously Presented) The system of claim 1 5 wherein said fault diagnoses include one 
or more of the diagnostic images. 

17. (Previously presented) The system of claim 15 wherein said fault diagnoses include a 
description of the fault. 

18. (Previously presented) The system of claim 15 wherein said fault diagnoses include a 
likely cause of the fault. 

19. (Previously presented) The system of claim 15 wherein said fault diagnoses include 
recommended remedial actions. 

20. (Previously presented) The system of claim 1 5 wherein a user accessing the user access 
device is a customer. 

2 1 . (Previously presented) The system of claim 1 5 wherein a user accessing the user access 
device is a customer support representative. 

22. (Previously presented) The system of claim 15 wherein the fault relates to a technical 
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product. 

23. (Previously presented) The system of claim 15 wherein the fault relates to a technical 
service. 

24. (Previously presented) The system of claim 1 5 wherein the user access device is a 
personal computer. 

25 . (Previously presented) The system of claim 1 5 wherein the communication between the 
user interface module and the user access device is via the Internet. 

26. (Previously presented) The system of claim 1 5 wherein the fault is a defective circuit 
board. 

27. (Previously Presented) The system of claim 26 wherein the fault symptom query is 
directed to a determination of what type of defect the defective circuit board contains. 

28. (Currently Amended) A method for diagnosing a fault, the method comprising: 
identifying a starting decision point on a decision tree, wherein the decision tree includes 

a plurality of decision points each corresponding to a fault symptom query and a plurality of 

resolution points each corresponding to a fault diagnosis, wherein each said fault symptom query 

includes potential responses and images that correspond to the potential responses and each said 

potential response in the decision tree indicates one of the decision points or one of the resolution 

points; 

designating the starting decision point as the next decision point; 
transmitting the fault symptom query corresponding to the next decision point and an 
option to view all of the resolution points to a user access device; 
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receiving a reply to the query; from the user access device, the rep ly inc lu di n g o ne of th e 
petefltia hr eGpo nse o o r a r eque st to v i ew all o f t he re sefefen-p oint s in t h e de c isi o n tr ee ; 

determining if the reply includes one of the potenti al responses or if the reply includes a 
request to view all of the decision points; 

in response to determining; that the reply includesieg one of the potential responses: 
continuing said transmitting ^ the fault symptom qu er-v-and receiving , and 

determining a rep ly until said one of the potential responses indicates one of the resolution points 

or until it is determined that the reply includes a request to view all of the decision points , 

wherein if said one of the potential responses indicates one of the decision points then said one 

of the decision points is designated as the next decision point; and 

transmitting the fault diagnosis corresponding to said one of the resolution points 
to the user access device; and 

hi response to determining that t he reply inemdesing a request to view all of the 
resolution points: 

transixiitting diagnostic images associated with each of the resolution points in the 
decision tree to the user access device, thereby allowing a user to diagnose a fault without having 
to respond to queries for traversing the decision tree. 

29. (Previously Presented) The method of claim 28 wherein the fault diagnoses include one 
or more of the diagnostic images. 

30. (Previously presented) The method of claim 28 the fault diagnoses include a description 
of the fault. 

3 1 . (Previously presented) The method of claim 28 wherein the fault diagnoses include a 
likely cause of the fault. 
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32. (Previously presented) The method of claim 28 wherein said fault diagnoses include 
recommended remedial actions. 

33. (Previously presented) The method of claim 28 wherein the fault relates to a technical 
product or technical service. 

34. (Currently Amended) A computer implemented system for diagnosing a fault, the system 
comprising: 

a knowledge base including a plurality of fault diagnoses and fault symptom queries, 
wherein each said fault symptom query includes potential responses and images that correspond 
to the potential responses; 

a decision tree module including a decision tree having a plurality of decision points each 
corresponding to one of the fault symptom queries and a plurality of resolution points each 
corresponding to one of the fault diagnoses, wherein each said potential response in the decision 
tree indicates one of the decision points or one of the resolution points and one of said decision 
points is identified as a starting decision point; and 

a user interface module in communication with said decision tree module, said 
knowledge base and a user access device, said user interface module including instructions to 
implement a method comprising: 



receiving a reply to the query ;, the r eply i n cl u d ing o ne o f th e-pe tential respon s 

or a requ est to view all of the res olution, points in t he decision tr ee? 

determining if the reply includes one of the potenti al responses or if the reply 

includes a request to view all of the decision points; 



designating the starting decision point as the next decision point; 



transmitting the fault symptom query corresponding to the next decision point and 
an option to view all of the resolution points to the user access device; 




in response to determining that the reply includesieg one of the potential 
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responses: 

continuing said transmitting^- te) fault symptom query and receiving, and 
determining a reply until said one of the potential responses indicates one of the resolution points 
or until it is determined that the reply includes a request to view all of the decision points , 
wherein if said one of the potential responses indicates one of the decision points then said one 
of the decision points is designated as the next decision point; and 

transmitting the fault diagnosis corresponding to said one of the resolution 
points to the user access device; and 

in response determining thatt e the reply includesmg a request to view all of the 
resolution points: 

transmitting diagnostic images associated with each of the resolution 
points in the decision tree to the user access device, thereby allowing a user to diagnose a fault 
without having to respond to queries for traversing the decision tree. 

35. (Currently Amended) A system for diagnosing defects in circuit boards, the system 
comprising: 

a knowledge base including a plurality of fault diagnoses and fault symptom queries, 
wherein said fault diagnoses include diagnostic images, a description of the fault, and a likely 
cause of the fault, wherein each said fault symptom query includes potential responses and 
images that correspond to the potential responses, one of said fault symptom queries-beiag 
detennin i n g isolatin g a type of defect, said images corresponding to said potential responses 
including a rim defect image and a resist plug defect image; 

a decision tree module including a decision tree having a plurality of decision points each 
corresponding to one of the fault symptom queries and a plurality of resolution points each 
corresponding to one of the fault diagnoses, wherein each said potential response in the decision 
tree indicates one of the decision points or one of the resolution points and one of said decision 
points is identified as a starting decision point; and 

a user interface module for providing customer support, said user interface module being 
in communication with said decision tree module, said knowledge base and a user access device, 
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said user interface module including instructions to implement a method comprising: 

designating the starting decision point as the next decision point; 

transmitting the fault symptom query corresponding to the next decision point and 
an option to view all of the resolution points to the user access device; 

receiving a reply to the query;, t h e r e ply including one of the potenti al re s p onses 
e r a r e q uest to view all of the re so lu tion poi nt s -in th e d e cision tr ee ; 

determining if the reply includes one of the potential responses or if the reply 

includes a request to view all of the decision points; 

in response to determining that the reply includesing one of the potential 
responses: 

continuing said transmitting ^ the fault oymptom query and receiving, and 
deteimining a r e pl y until said one of the potential responses indicates one of the resolution points 
or until it is determined that the reply includes a request to view all of the decision points , 
wherein if said one of the potential responses indicates one of the decision points then said one 
of the decision points is designated as the next decision point; and 

transmitting the fault diagnosis corresponding to said one of the resolution points 
to the user access device, said fault diagnosis including said type of defect; and 

in response to determining that the reply includesing a request to view all of the 

resolution points: 

transmitting diagnostic images associated with each of the resolution 
points in the decision tree to the user access device, thereby allowing a user to diagnose a fault 
without having to respond to queries for traversing the decision tree. 

36. (Previously Presented) The system of claim 35, wherein said instructions further 
comprise: 

transmitting a recommended remedial action based on the fault diagnosis to the 
user access device. 
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37. (Newly Added) The system of claim 15 wherein the option to view all of the resolution 
points includes only those decision points beneath the next decision point. 

38. (Newly Added) The system of claim 15 wherein the option to view all of the resolution 
points includes all of the resolution points in the decision tree. 
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